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The Effects of Perceived Importance-satisfaction Gaps in
Institutional Foodservice Attributes on Customers’ Revisit and
Switching Intentions
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Yeom, Ji-Won - Ahn, Yoon-Young

Abstract

The purpose of this study is to examine the effect of importance-satisfaction gaps
in institutional foodservice attributes on customers’ revisit and switching intentions.
The results are summarized as follows. First, all three gap factors ‘convenience of
use’, ‘providing healthy food and clean atmosphere’, and ‘new and various menu’
have positive effects on revisit intention. Second, only one factor among the three,
‘convenience of usage’, shows a negative effect to customer’s switching intention. The
results imply that institutional foodservice managers should continue providing new
and diverse menu considering healthy food options and cleanness in order to improve
revenue by increasing customer’s revisits and minimizing customer attrition. Design
and layout of customer-friendly moving line and various events for making customer
feel comfortable should also be considered.

FHOH : SHHFAA D MEI&M (feeding selection attributes),
MY2o = (revisit intention), M&#2 = (switching intention)
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